STANSTED AIRPORT CONSULTATIVE COMMITTEE

Minutes of a meeting of the Passenger Service Group held at the Airport on Wednesday, 27 October 2004

The meeting commenced at 10.30 a.m.

MEMBERSHIP

	*
	Mr R Gilbert (Chairman)
	Independent

	
	Mr K Artus
	Representative of STACC

	*
	Mr A Chalmers
	Representative of STACC

	*
	Mr T Fegent
	Representative of STACC

	
	Mrs B Hayter
	Independent

	*
	Mr R Mansbridge
	Independent

	*
	Mr P Odrich
	Independent


(* present)

Representing Stansted Airport Limited (STAL)
	
	Ms P Heffron
	Head of Service Delivery


Representing Secretariat

	
	Ms A Day
	Essex County Council

	
	Mr G J Redgwell
	Essex County Council


87.
PRE MEETING BRIEFING

Members were reminded of the briefing from Simon Bown, Security Training Officer, on Fire and Safety and Evacuation Procedures at the Airport, which had been held earlier in the day.

88.
APOLOGIES

Apologies for absence were received from Mrs Hayter, and from two officers of STAL, Steve Plent and Andy Williams.

89.
STEVE PLENT, GENERAL MANAGER TERMINAL

Paula Heffron indicated that Steve would be retiring from STAL at the end of the year.  (NB:  The Chairman mentioned this at the Committee’s meeting later in the day, where a formal notice of appreciation of his services was recorded – Secretary.)

Alistair Welch would take over in a combined post of Engineering and Terminal Manager on a temporary basis on 1 January and hoped to attend the next meeting.

90.
MINUTES

The minutes of the meeting held on 28 July 2004 were confirmed as a true record.

Matters arising are dealt with in Minutes 91-93 below.

91.
PROPOSED RESEARCH PROJECT (Minute 57/04)

The Chairman, Mr Mansbridge and Mr Odrich all reported that they had provided Dr Neyland with comments following the discussion at the last meeting.

92.
SAFETY ISSUES (Minute 66/04)

The Group was reminded of the discussion at the last meeting about (i) concerns expressed by STAL in respect of having larger and heavier baggage in the aircraft cabin, particularly the danger caused should such bags fall out of an overhead locker; and (ii) the need to inspect larger hand luggage causing longer delays at security.

The Group now noted:-

(a)
comments put forward on behalf of the Consumers Association;

(b)
concerns expressed by BAA plc to the licensing authority (the Civil Aviation Authority) about actual and potential injury to staff; and 

(c)
concerns about the potential instability of aircraft should a large collective weight be put in overhead lockers and relatively limited weight in the hold of an aircraft.

RESOLVED:

That the management of STAL be made aware of the issues discussed at this meeting and that the Group was supportive of the concerns expressed by BAA plc to the licensing authority.

93.
BREAKDOWN OF CHARGES CONSTITUTING AN AIR FARE (Minute 78/04)

As a follow up to the discussion at the last meeting, Mr Fegent submitted some views from the Consumers Association.  Members noted the number of ‘additional’ changes appearing on bills and that credit card transactions are based on a charge per person rather than per booking (i.e. if a person books tickets for six persons, six such charges are made).

Whilst acknowledging that neither the Group nor STAL could directly affect this issue, Members did stress the need for passengers to be fully aware of the full cost when booking any air tickets.

94.
QUALITY SERVICE MONITOR (QSM)

A range of QSM figures were received.  The overall passenger ratings for each (out of 5) were as follows:-

	Month
	Arrivals
	Departures

	
	
	

	July 2004
	4.1
	4.0

	August 2004
	4.0
	4.0

	September 2004
	3.9
	4.0


Attention was drawn to some activities scoring 3.5 or less:-

Crowding score

There had been problems landside during busy periods.  Some remedial work was being undertaken but the Terminal was constrained for space.  Eventually, an extension to the Terminal would be built (planning permission had already been granted).  Action had also been taken to reinstate arms on seats, to get the maximum use from the number of seats available.

The Group was also reminded that passengers landside at Stansted had a longer dwell time than at other airports, as check in for most operators commenced only two hours before the scheduled flight departure time.

Smoking and non smoking areas

This continued to be a contentious issue.

The Group contemplated whether the Government might seek to introduce a ban on smoking in public places (including airports) in due course.

95.
REPORT BY GENERAL MANAGER TERMINAL 

On behalf of the General Manager Terminal, Paula Heffron submitted a written report on a number of developments, which is reproduced as Annex “A” to these minutes.  Some items in the report were supplemented orally and details are set out in Minutes 96-100 below (to be read in conjunction with Annex “A”).

96.
AIRLINES

The Almeria route would be the first upon which Ryanair and easyJet would be in direct competition from Stansted.

The appeal by Rynair over the judgement in the Ross case was due to be held in December.

easyJet had declared an interest in being involved in the operation of a common user self service (CUSS) check-in system with other operators, and talks would continue to ascertain if this was viable.  As Ryanair currently operates manual check-in, CUSS is not suitable for its operation.

97.
CLEANING SERVICES

The current contractors were Initial and Indigo.  Concerns by a member about a lack of cleanliness during recent visits would be pursued by STAL.

98.
SECURITY 

STAL had declared a peak capacity of 4,600 persons per hour for 2005.  This would be a stiff challenge with only 14 x-ray machines in use.

99.
INCIDENTS

Although these two aircraft were diverted to Stansted, it was made clear that Stansted was not a designated airport for dealing with aircraft as a result of a bomb threat having been made.  Stansted remained the designated airport for hi jacked aircraft.

100.
GROUND HANDLING AGENTS

It was reported that Aviance would no longer be operating at the airport after 31 October 2004.

(NB:  After further negotiations, the industrial action by Swissport/Groundstar staff was called off – Secretary.)

101.
REPORT BY HEAD OF RETAIL TRAVEL SERVICES

On behalf of the Head of Retail Travel Services, Paula Heffron submitted a written report on a number of developments, which is reproduced as Annex “B” to these minutes.  Some items in the report were supplemented orally and details are set out in Minutes 102-103 below (to be read in conjunction with Annex “B”).  The Group welcomed progress made in resolving issues of concern raised at the last meeting.

(NB: Andy Williams subsequently provided some additional information, which is set out in Annex “C” to these minutes.)

102.
SHORT STAY CAR PARK 

An update would be provided at the next meeting, clarifying when Zone G would again be available for public use.

Members were reminded that planning permission had been received to deck some of this car park, although a start time for the work had yet to be confirmed.

The Group asked whether, during a future development, the existing covered walkway could be extended, to cover all the Zones between A and F.

103.
FORECOURT

The Group noted the proposals for realigning the Forecourt area and asked that details of both the interim and final schemes be presented at the next meeting.  Members also noted the security arrangements in place on the forecourt during the arrival of El Al flights.

104.
FEEDBACK CARD ANALYSIS 

The Group received the monthly feedback statistics for July to September 2004.  Statistical information obtained was as follows:-

	
	Total complaints
	BAA related complaints
	BAA complaints related to number of passengers

	
	
	
	

	July 2004
	122
	76
	1:26,978

	August 2004
	134
	94
	1:23,022

	September 2004
	137
	97
	1:17,979


The biggest complaint was delays at security during peak periods.

Paula drew attention to the increasing number of compliments now being received, averaging about one compliment to four complaints.  The Group was pleased to see this appreciation of the hard work carried out by STAL’s staff.

105.
BAGGAGE DELIVERY STATISTICS

Figures for July to September 2004 inclusive were submitted for three companies providing baggage-handling facilities – Servisair, Aviance and Groundstar (split between Ryanair and non Ryanair handling).  Despite the demands on services during this period, figures remain at a very high standard of provision.

106.
FLIGHT PUNCTUALITY STATISTICS

Figures for April-June 2004 inclusive were submitted in respect of the four major southeast airports.  It was confirmed that these were for departures only.

The figures for Stansted can be summarised as follows (rounding up and down may means figures do not add up to 100%):-

Percentage of Flights departing within x of time

	Month
	0-15 min
	16-30 min
	31-60 min
	61-180 min
	180 min plus

	
	
	
	
	
	

	April 2004
	84
	9
	4
	2
	0

	May 2004
	81
	11
	6
	3
	0

	June 2004
	78
	11
	6
	4
	1


107.
FACILITY VISITS AND INDIVIDUAL REPORTS

A number of issues of concern and interest had already been covered in reports submitted by STAL’s officers.  Additional points were now raised by Group members and are dealt with in Minutes 108-115 below.  Where possible, responses were given, as indicated in italics.  Other issues will be pursued and progress reported at the next meeting.

108.
STANSTED EXPRESS TRAIN SERVICE

The standard of this service seems to have diminished in recent months.

It was now operated by ONE; a representative from that company could be invited to speak at a future meeting.

109.
TAXI SERVICES

There was a possibility that individuals had been touting for business with arriving passengers.

This was strictly forbidden and the circumstances reported would be investigated.

110.
SHORT STAY CAR PARK

The legibility of tickets in the machines in this car park remains very poor.

It was difficult to know those Zones where spaces are available – the signage needs improving.

Does STAL have information about the amount of time cars were parked in this car park?

Andy Williams had this information and it could be presented at the next meeting.

111.
SAS-RADISSON HOTEL

Is the hotel operating at capacity?

The operators were happy with the number of customers.  It would have its official opening on 4 November.

112.
FORECOURT

Do Traffic Wardens have a dress code?

There seemed to be a shortage of trolleys in the outside set down lane.

No trolleys were available there at present.  As no storage area was available there was a danger of them rolling into traffic lanes and causing accidents.  The long term plan for the forecourt included proposals to establish trolley bays and enable trolleys to be provided for all set down lanes.

113.
ENTERTAINMENT MACHINES

Some of these machines that were located airside had been moved landside and were being used by children, which was not allowed previously.

114.
SECURITY 

Some very positive feedback about the stringency of the security checks was reported.

This was welcomed.  Special arrangements can be made in advance by passengers needing to move 'unusual' luggage or loads through security.

115.
SATELLITE 3

Staff smoking on the premises affects the ambience of this building.

This was agreed; unfortunately, employers would not provide designated smoking areas for their staff.  STAL was looking at the possibility of banning staff from smoking in public areas, although this proposal was still at a very early stage.

116.
PROGRAMME OF MEETINGS 2005

RESOLVED:

(1)
That meetings continue to be held on the morning of STACC meeting days.*

(2)
That tours commence at 09.00am and meetings at 10.30am.

(*subsequently confirmed as:-

January 26

April 27

July 27

October 26)

117.
FUTURE PRESENTATIONS AND TOURS

RESOLVED:

(1)
That the pre meeting tour in January 2005 incorporate breakfast at, and a tour of, the SAS Radisson Hotel.

(2)
That presentations be agreed provisionally as follows:-

January:
Speaker from ONE railways.

Presentation of proposals for forecourt.

April:
Speaker from one of the newer airlines operating at the airport (possibly a longer haul operator).

July onwards:
Follow up presentations by the 'established' airline operators.

The meeting finished at 12.25pm.

Chairman

ANNEX "A"

(Minute 95)

REPORT OF GENERAL MANAGER TERMINAL

MATTERS ARISING FROM THE LAST MEETING

The following is an update of issues raised at the meeting of 28 July.

	Issues raised
	Action/response

	All issues dealt with at last meeting.  No outstanding issues.
	-


AIRLINES

(a)
The following new routes have commenced during September and October 2005: Santander (20/9), Krakow (30/9), Riga (31/10 and Stuttgart (31/10).

(b)
Fly Niki (part of Air Berlin) start services from Vienna to Stansted on 1 November 2004.  Inaugural flight will be flown by Niki Lauda.

(c)
Ryanair ceased its Dinard service on 11 October 2004.

(d)
Civair, the South African startup airline, has indicated they will operate a three times per week Cape Town service from December and twice a week to Durban.  Whilst STAL is not totally certain that this will run, ticket sales have already commenced.

(e)
10 new routes are planned to start between November 2004 and 20 January 2005:

Nov: Valencia (EZ), Almeria (EZ), Vienna (Niki), Szczecin (Air Polonia), Bydgoszcs (Air Polonia), Trondheim (Norweigan).

Dec: Zaragoza (FR)

Jan: Almeria (FR), Porto (FR), Grenoble (EZ)

Feb: Seville (FR).

The following routes have been announced as stopping over coming months, although the slots will be re-allocated to alternative destinations: Ryanair to Esjberg and Nimes (stops 19/1/05) and easyJet to Milan (stops 1/11/04).

FACILITIES

(a)
Work has started in the Departure Lounge to create six new retail outlets along the rear wall to complete the IDL refurbishment.  These will be open Easter – May 2005.

(b)
Satellite 1 refurbishment works start in November, with trials on a new floor finish, refurbishing the ceiling and brightening the walls/colour scheme.

(c)
Work is ongoing to replace the obsolete baggage system electronic controls and sort allocation computer.

(d)
Works have started to improve the landside International arrivals area.  A new Costa Coffee outlet will open in December, along with an extended W H Smiths.  The landside floor space will be increased to provide more waiting area.

(e)
Project Sparkle – a refurbishment programme of six key toilet blocks – commences mid November and should be completed by the end of March 2005.  These include Sat 1 International (both blocks), Sat 1 Arrivals, Sat 2 International Arrivals, Sat 2 Domestic and Departure Lounge East (by Windmill pub).

HMI CTA/ARRIVALS

The various way finding and channel reconfiguration temporary mock-ups, to understand how floor space may be maximised, has now been concluded.  A more skeletal portal design has now been agreed with Immigration and construction is almost complete to conclude this project.

SAFETY

STAL is very concerned about the easyJet imposition of unrestricted hand baggage weights, an increase to maximum bag gauge and the general message of relaxation.  This follows Ryanair's decision to increase the hand baggage allowance to 10kg.  Muscular skeletal staff injuries are already an issue at Stansted.

Whilst general public accidents are on a decreasing trend (being below K.P.I.) safe egress from the mainline railway station is of concern and the number of accidents on escalators is still a concern.  STAL has a project underway to install barriers preventing passengers taking trolleys and very large bags onto escalators.

SERVICE

(a)
Cleaning, whilst not perfect, is very much improved, with adverse comments less than seven over the past two months and some sign of service score improvement.  This compares very favourably with the same period last year.

SECURITY

(a)
No deficiency or enforcement notices were issued by the DfT over the period.

(b)
STAL is just about maintaining its airline service agreement, of 95% of passengers processed within 10 minutes.  It has been the busiest of summers yet and the 14 x ray machines in central search have all been required at peak times.

INCIDENTS

(a)
On Sunday 26 September an Olympic Airways aircraft was diverted into Stansted after a bomb threat.  The passengers were offloaded, processed at STAL and hotelled overnight at the SAS Radisson.

(b)
On 15 October a Virgin Atlantic aircraft also diverted into STAL after a bomb threat.  Once again, the passengers were offloaded, processed and, on this occasion, then coached back to Heathrow.

(c)
The night of 15 October was also the night of STAL's planned annual emergency exercise, which tested response to a fire in a TTS train car within the TTS tunnel and an evacuation of the train.  Despite the events of the day with the Virgin incident, the exercise went ahead and was a useful learning exercise for all parties.  The Terminal team set up and tested the Survivors' Reception Centre and Friends' and Relatives' Reception Centre and managed several successful reunions.

MISCELLANEOUS

Swissport/Groundstar has announced industrial action by ramp and baggage staff on 1/11, 3/11 and 11/11 following the breakdown of pay talks.  Contingency plans are being put into place to minimise impact on the operation.  Staff are being brought in from other airports and management will undertake these duties.  Passengers will be asked not to take hold baggage if at all possible.  This will affect Ryanair, easyJet, Norweigan, Cyprus, Basiq and T Cook.

__________________________________

ANNEX "B"

(Minute 107)

REPORT BY HEAD OF RETAIL TRAVEL SERVICES

EXTERNAL AREAS

Car Rental Returns/SSCP Zone G

National Car Rental and Europcar moved their ready returns cabins into Zone G on 20 October.  This formed part of the relocation of 270 spaces that was recently undertaken.  This move now provides a consolidated operation and ensures that each of the car rental companies has adequate spaces for their airport operation.

Avis had also relocated its cabin on 20 October, to take up the space previously occupied by National Car Rental.

New Car Rental Back-up Facility

Contractual delays have pushed the target completion date back further to Autumn 2005.  When built, the facility will provide back-of-house administration, vehicle refuelling and valeting and infrastructure to support the car rental operations.

Long Stay Car Park

Phase 1 of the Long Stay entry/exit plaza project continues to progress.  Construction of three new 'kiosk' lanes, dedicated bus lane, improved lighting and improved wayfinding will be fully operational by December 2004.  Elements of these works are in the final stage of completion and this new infrastructure will be integrated into the car park operation in planned phases up to Christmas.

Construction work on Phase 2 (two new entry lanes) is also progressing well and is expected to be complete before Christmas 2004.

Combined, this new infrastructure will provide a step change improvement to car park customers experience and service levels at Stansted.

Short Stay Car Park
Work has started in the Short Stay Car Park, in conjunction with the car park operator Meteor, to improve the day-to-day operation and customer experience.  It is anticipated that the agreed action plan on Clean, Working and Friendly car park initiatives will be completed before Christmas.

Forecourt

A Forecourt Strategy Paper, for both interim works and a final longer-term scheme, was presented to the Core Leadership Team on 2 August.  The Strategy was endorsed and is now being progressed through the airport development/project process.  Ultimately the Forecourt will be reconfigured with the removal of the grass area and the creation of a single outer lane set down area.  Car park transfer buses will be positioned in the inner lane and occupy the entire length of the forecourt for the dropping-off and picking-up operation.  This project is being progressed by Julia Gregory (Highways Manager).

INTERNAL AREAS

Winter trading hours commence with the arrival of the winter flight schedule on 31 October.  A copy of these hours is appended to this annex.

Openings

The landside Tie Rack became a joint Tie Rack with the Rolling Luggage store on 15 October 2004.

Caffe Alba opened a new domestic unit in Satellite 2 on 6 August.  It has received very positive feedback and has been trading well.

Developments

International Arrivals – works commenced in September 2004, with the closure of the Whistlestop unit.  The works will enlarge W H Smith, provide a new unit for Costa Coffee and ultimately improve the free circulation space within the International Arrivals area.

Costa Coffee's new landside Arrivals unit will be the flagship store for the company and will include all the latest design features.  The area will also include a space for an Internet site, which will be run by UK Explorer.  It is expected that this new unit will be trading from 8 December.

Works to conclude the final phase of the airside departure lounge upgrade commenced on 20 October with the closure of a number of the old retail units.  Demolition commenced on 25 October and this project will provide six new retail units, to open in Spring 2005.

Catering

Pontis is currently working with STAL on a soup offer for the winter period, and this unit will be located landside in Zone J.  Pontis will also continue to use this site for a summer ice cream offer.

The Seafood bar is continuing to improve the early breakfast offer and is currently working with STAL on a new improved menu and a promotion linked to future visits to the unit at breakfast times.

The new JD Wetherspoons pub offer will be opening in Satellite 2 at the end of December.  Ultimately a pub, the unit will also include an Express food offer.

Various catering outlets are working with STAL on creating some theatre on both landside and airside, by providing tasting sessions for passengers.  A calendar of events is currently being worked on and will be communicated in future reports.

Bureaus

New Bureau contracts will commence from October.  International Currency Exchange (ICE) will be withdrawing from Stansted and TTT Moneycorp Limited will be providing bureau services going forward.  TTT is an established airport Bureau concessionaire who already have many sites at other BAA airports, particularly Gatwick and Heathrow.  There is a detailed programme to ensure a smooth handover on each of the sites and ensure disruption is minimised.  The ICE IDL unit will cease trading on 23 October and the temporary Travelex Bureau to replace this unit will be trading on 25 October.  The new Travelex Bureau will be open Easter 2005.

Entertainment

The airside units ceased trading on 20 October, as part of the works for the Final Phase of the IDL project.

The landside unit reached it's first birthday in October and this was celebrated with a champagne and birthday cake reception, and goody bags were given away to the first 20 passengers.  This went down very well with passengers.

Internet

All the new UK Explorer Internet sites are now in place and have had much use from passengers.  UK Explorer will be revisiting each of the sites to install branding over the next few weeks.

ADVERTISING/MARKETING

BT Openzone

STAL is now working on a revised completion date of the beginning of November to have a dedicated branded area within the IDL.

Christmas

The Christmas promotion (Gifts for you, gifts for her and gifts for him) will commence on 1 November.  A gifting guide has been produced, which will be handed out to all passengers, as well as various activities taking place within the terminal lounge.

The Christmas decorations will be installed 1/2 November airside and 11/12 November landside.

Advertising

Bacardi is trailing a potential new airside promotional site, situated at the front of Est Est Est bar within the IDL.

Vodafone/Blackberry have taken the landside promotional site (behind Monsoon) for one week, from 2 November 2004.

Barclaycard, situated within the Old Cadburys' unit, will be withdrawn at the end of October (new Bureau going into this space).

Departure Lounge Hoarding

The hoarding was installed on Sunday 24 October and will be dressed by a 44m-length Christmas graphic.  This graphic will remain until 29 December.  The Christmas visual will then be replaced by Tax Free messages and a Coming Soon pre-awareness campaign for new departure retailers.

APPENDIX TO ANNEX "B"

WINTER 2004/05 TRADING SCHEDULE

RETAIL OPENING/CLOSING HOURS

LANDSIDE

	CATERING
	31 October 2004 – 26 March 2005
	

	Costa Coffee
	24 Hours
	

	Lovejuice
	05.00 to 21.00
	

	Pontis
	24 Hours
	

	Pontis Espresso
	05.00 to 21.00
	

	O'Neills
	06.00 to 23.00
	

	Pret A Manger
	05.00 to 21.00
	

	Caffe Alba (Terminal)
	24 Hours
	

	Caffe Alba (Coach Station)
	06.00 to 23.00 (subject to review)
	

	
	
	


	BOOKSTORES
	31 October 2004 – 26 March 2005
	

	W H Smith Departures
	04.30 to 22.00
	

	W H Smith Arrivals
	24 Hours (will close for a 30 minutes period for Newspaper replenishment overnight)
	

	Books Etc
	05.00 to 21.00
	See note 1


	SPECIALIST SHOPS
	31 October 2004 – 26 March 2005
	

	Accessorize/Monsoon
	05.00 to 21.00
	See note 1

	Body Shop
	05.00 to 21.00
	See note 1

	Boots
	24 hours
	

	Cotton Traders
	05.00 to 21.00
	See note 1

	Claires Accessories
	05.00 to 21.00
	See note 1

	Clarks
	05.00 to 21.00
	See note 1

	Hargreaves
	05.00 to 21.00
	See note 1

	Impulse
	05.00 to 21.00
	See note 1

	Knickerbox
	05.00 to 21.00
	See note 1

	Past Times
	05.00 to 21.00
	See note 1

	Sock Shop
	05.00 to 21.00
	See note 1

	Tie Rack
	05.00 to 21.00
	See note 1


	SERVICES
	31 October 2004 – 26 March 2005
	

	Leisure Link
	24 Hours
	

	Corals
	08.00 to 18.30
	

	Avis
	06.30 to 23.00
	See note 2

	Budget
	06.00 to 00.30
	See note 2

	Hertz
	24 Hours
	

	Europcar
	24 Hours
	

	National/Alamo
	06.00 to 00.30
	See note 2

	Taxi Desk
	24 Hours
	

	Meteor (Car Parks – All)
	24 Hours
	

	Hotel Reservation Desk
	08.00 to 00.00
	

	ICE Bureau L/S Arrivals
	24 Hours
	

	ICE Check-In Isle 5
	05.00 to 21.00
	

	Travelex Bureau
	05.00 to 21.00
	


INTERNATIONAL BAGGAGE RECLAIM

	SERVICES
	31 October 2004 – 26 March 2005
	

	Travelex
	24 Hours
	


AIRSIDE IDL

	CATERING
	31 October 2004 – 26 March 2005
	

	Est Bar
	04.30 to last flight
	

	Garfunkels
	04.30 to last flight
	

	Presto Uno
	04.30 to last flight
	

	Pret A Manger
	04.30 to last flight
	

	Seafood Bar
	04.30 to last flight
	

	Starbucks
	24 Hours
	

	Wetherspoons
	24 Hours
	


	BOOKSTORES
	31 October 2004 – 26 March 2005
	

	W H Smith IDL
	04.30 to 22.00
	

	Books Etc
	05.00 to 21.00
	See note 1


	TAX & DUTY FREE
	31 October 2004 – 26 March 2005
	

	WORLD DUTY FREE

· WDF Non EU Store

· WDF EU Store

· World of Whiskies

· Chocolates
	Cover all flights

Cover all flights

Cover all flights

Cover all flights
	


	SPECIALIST SHOPS
	31 October 2004 – 26 March 2005
	

	Leisure Link
	24 Hours
	

	Austin Reed
	05.00 to 21.00
	See note 1

	Best of the Best
	05.00 to 21.00
	See note 1

	Boots
	05.00 to 21.00
	See note 1

	Case
	05.00 to 21.00
	See note 1

	Dixons
	05.00 to 21.00
	See note 1

	FCUK
	05.00 to 21.00
	See note 1

	Gifts4All
	05.00 to 21.00
	See note 1

	Glorious Britain
	05.00 to 21.00
	See note 1

	Goldsmiths
	05.00 to 21.00
	See note 1

	Hackett
	05.00 to 21.00
	See note 1

	Hamleys
	05.00 to 21.00
	See note 1

	Hargreaves
	05.00 to 21.00
	See note 1

	Impulse
	05.00 to 21.00
	See note 1

	Nike
	05.00 to 21.00
	See note 1

	Pen Shop
	05.00 to 21.00
	See note 1

	Quiksilver
	05.00 to 21.00
	See note 1

	Rolling Luggage
	05.00 to 21.00
	See note 1

	Sunglasses Hut & Watch Station
	05.00 to 21.00
	See note 1

	Swatch
	05.00 to 21.00
	See note1

	Ted Baker
	05.00 to 21.00
	See note 1

	Tie Rack
	05.00 to 21.00
	See note 1


	SERVICES
	31 October 2004 – 26 March 2005
	

	ICE Bureau
	05.00 to 21.00
	

	Travelex Bureau
	24 Hours
	


SATELLITE 1

	
	31 October 2004 – 26 March 2005
	

	World Duty Free
	05.00 – last Sat 1 flight departed
	

	W H Smith
	05.00 – last Sat 1 flight departed
	

	Starbucks
	05.00 – last Sat 1 flight departed
	

	Est Bar
	05.00 – last Sat 1 flight departed
	

	Travelex
	05.00 – last Sat 1 flight departed
	


SATELLITE 2 DOMESTIC

	
	31 October 2004 – 26 March 2005
	

	Caffe Alba
	05.00 – last Sat 2 flight departed
	


SATELLITE 2 INTERNATIONAL

	
	31 October 2004 – 26 March 2005
	

	Red Tag
	05.00 – last Sat 2 International flight departed
	

	Franklins of Boston
	05.00 – last Sat 2 International flight departed
	

	W H Smith
	05.00 – last Sat 2 International flight departed
	


SATELLITE 3

	
	31 October 2004 – 26 March 2005
	

	World Duty Free
	05.00 – last Sat 3 flight departed
	

	W H Smith
	05.00 – last Sat 3 flight departed
	

	Metro to Go
	05.00 – last Sat 3 flight departed
	


Note 1.
Or until AB8821 to Munster and all flights before it are on final call.

Note 2.
And to meet all pre-bookings outside of these times.

Opening and Closing times are based on the latest flight schedules.  Times may vary, subject to changes in the schedules and operational needs.  All ad-hoc flights will be dealt with on an individual basis.

ANNEX “C”

(Minute 107)

ADDITIONAL INFORMATION PROVIDED BY HEAD OF RETAIL TRAVEL SERVICES

SHORT STAY CAR PARK

Zone G

Zone G has been closed periodically to the public, due to equipment failure and subsequent repairs.  Both the pay-on-foot machines and the entry/exit barrier intercom have been faulty and have left this Zone unusable.  Directional signage should have been covered up whilst the Zone was closed and this learning will be incorporated into future planned closures so as to avoid traveller confusion.

Ease of finding a space

Car Parks QSM reports confirm the Group’s observations.  Car park customers experience regarding ease of finding a space is not as good as good as STAL would wish.  Year-on-year QSM scores have fallen from 3.5 to 3.1.  Planned physical changes to the car park estate will improve this.  For example, multi storey car parks and the aspiration to remove the communal entry/exit plaza, and install stand-alone barrier equipment at the entry/exit of surface parking zones, will enable STAL to manage the car park space better.  This technical solution will ensure that customers are directed to the zones that have parking spaces available, and stop the current behaviour of customers driving through exit lanes into zones which STAL has tried to close off when full.

However, there are operational solutions that can be looked at again in advance of the technological solution.  STAL is working with the car park operator to review existing operational practices and identify an interim solution to improve ease of finding a space.

Exit barrier equipment

With regards to the printing and quality of receipts from car park equipment, STAL can confirm that printing ribbons are now being replaced on a weekly basis.

Length of stay/dwell time

The length of stay is very short, as this car park is predominantly used by meeters and greeters.  The majority of customers park for up to 90 minutes only.

Multi storey car park

During the construction of multi-storey car parks, it will be necessary to have in place temporary car parking.  This will cover the significant loss of existing surface spaces whilst construction works are underway, and allow for additional spaces for growth in the next four years.

Therefore, a planning application for a temporary surface car park was submitted to Uttlesford District Council and was considered by its Planning Committee on 1 November 2004.  Ultimately, the construction programme for delivering multi storey car parks is reliant on permission being given for this temporary car park (extension to Zone G).

The essential phases to the proposed strategy are:

· 2004/05 construct and open temporary car park.

· 2005/06 clear site, construct and open Multi-Storey Car Park 1.

· 2007/08 clear site, construct and open Multi-Storey Car Park 2.

· 2008 cease use of temporary car park.

The Planning Committee has subsequently rejected STAL’s application and STAL is awaiting confirmation of the reasons for this decision.  A further planning application will now need to be submitted and STAL now anticipates a determination from that Committee in February 2005.  The Group will be updated on progress on this project in future reports.

Covered walkways

It is STAL’s aspiration to install covered walkways to Zones A/B and E/F as part of a refurbishment project to the car park.  Currently, there is no definitive programme but, again, it is hoped to undertake this work during 2005.

------------------------------------------------------------------
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